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1.0 Project Summary 
 
The project is a qualitative and ethnographic study that investigates how the internet is used 
by migrants from cultural and linguistically diverse (CALD) groups in the following categories: 
Humanitarian Refugees, Skilled Migrants and International Students. Its focus is upon how 
internet use assists the re- settlement process in Australian cities and the location of the 
project is Brisbane.  
The project aims to support strategies and initiatives in the successful re-settlement of 
migrants from CALD groups into urban localities. It has 2 main foci: 
• To find out how and what type of online information and services are used by migrants 
and what are the barriers to accessing the information. Information and resources 
about transport, housing, health, social services, education and other information is 
essential for successful re-settlement.  
• In what ways is the internet is used as a social medium, to communicate with friends 
and family in homeland countries and connect with people in local regions, in ways 
that might help to combat social isolation.   
The project examines the following 2 uses of the internet: 
 
1.1 Information 
Information for CALD migrants involved in the re-settlement process, is increasingly being 
placed online. The growth of online information by government and allied services presents 
challenges of access and digital literacy to sectors across the Australian population. For 
migrants and refugees in particular, the first point of contact on arrival in Australia is with their 
host governments. Migrants and refugees need to obtain information about services such as 
education, health, transport, accommodation and job seeking which is now mainly available 
online.  It is estimated that the Australian public sector has similar figures to that of Britain 
where 90% of public services are accessed online (Williams, 2011).   
The necessity to find information and services online impacts upon people’s daily lives. It not 
only requires access to a computer or a mobile device, but also a level of digital literacy that 
enables people to navigate through a maze of written information and to enter data 
themselves. This can be especially confusing for people whose first language is not English. 
People from CALD backgrounds seeking information and services online may experience 
barriers to do with: 
• access  
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• language  
• digital literacy 
• navigability of websites 
• cost   
 
The project draws a distinction between ‘access to Information Communication Technologies 
(ICTs)’ and ‘use of ICTs’ by examining not only who and where people access (or not) ICTs 
and but how ICTs are used by migrants and refugees. It is guided by 6 key questions: 
1. The reasons why people use ICTs;  
2. Where participants access ICTs;  
3. What devices and applications are used; 
4. Frequency of ICT usage on a daily or weekly basis; 
5. What barriers are preventing non-users or those who use internet infrequently, from 
accessing the internet? 
6. What alternatives are used to find information relevant to the re-settlement process? 
 
As the internet is used so widely in Australia, this can result in an oversight of the problems 
faced by those who may have difficulty accessing and using it. We know that Australia has 
one of the highest take-ups of internet use in the world, and that students, younger people, 
employed, higher-educated, and higher-income individuals are more likely to use the internet 
than lower-educated and lower-income individuals. Nine out of ten Australians consider the 
internet to be a ‘very important’ and ‘important’ part of their lives with 86.8% of surveyed 
people using the internet in 2011(Ewing and Thomas 2012).  Despite the high usage, there is 
still a digital divide with a large proportion of lower-income households that do not have 
broadband access.  Lower-income households, among which refugees are well-represented, 
are less likely to access government services or information online and are more likely to see 
the internet as a frustrating technology (ibid, v). 
The use of ICTs is seen by many commentators as underpinning the social and economic 
progression of countries throughout the first stages of the 21st century, with the ability to use 
ICTs heralded as ‘the indispensable grammar of modern life’ and a fundamental aspect of 
citizenship in the prevailing information age (Selwyn 2002, 2004).  
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1.2 Communication 
The internet is an inherently social phenomenon (Hofkirchner 2007). The advent of Web 2.0 
has increased the variety of online interactions available in synchronous real-time, enabling 
people to communicate across borders and boundaries inexpensively. Applications such as 
Skype, Facebook, YouTube and photo sharing capabilities such as Flickr, Picassa allow users 
to upload and create content that is shared with others. Debates about the impact of the 
internet on people’s communication and social habits was initially polarized between views 
that regarded the effects of too much online social interaction as detrimental to well-being, 
compared with claims for the positive capabilities of social networking. In recent years, 
understanding about the impact of ICTS on sociability and well-being has become more 
nuanced.  
The visual capability of applications such as Skype adds another dimension to the experience 
of online communication, having the capacity to generate a greater level of intimate and 
emotional connection than the phone or email. The term spatial presence (Schubert 2009) is 
used to describe an online experiential phenomenon that produces psychological, 
physiological and social response which are not dissimilar to the experience of actually ‘being 
there’.  Researchers are currently seeking to explain “the mental mechanism that enables 
humans to feel presence when they use media or simulated technologies” (Lee 2004: 47). For 
migrants,  particularly those displaced by conflict and trauma such as refugees,  the 
experience of spatial presence when using ICTs such as Skype, may be might one way of 
helping to reduce feelings of social isolation and anxiety, through regular contact  with loved 
ones in homeland countries. The sense of ‘being there’ can facilitate a strong sense of  
emotional connection. 
Several large scale studies have found that internet use helped reduce isolation and increased 
contact with friends or family who are geographically distant (William’s 2011; Wellman  2006, 
Hiller and Franz, 2004).   Hiller and Franz’s study (2004) included interviews with migrants and 
concluded that ‘CMC (computer mediated communication) builds an online community from a 
generalized sense of belonging based on a group identity and a territorial homeland that 
reinforces it through online interaction’ (p 748). The authors reinforced usage of internet 
overtime, but importantly see its use as part of the ‘migrant experience’.  While this project 
emphasizes that online communities do not displace the presence nor importance of face to 
face interactions, the internet itself provides migrants with access and connections in ways 
previously unknown.  
The transformation of the mobile phone to a mobile device in which web-based applications 
enable even greater access to communication and information, means a greater level of 
connectivity to people and information than ever before. 
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2.0 Defining the Migrant Cohort 
2.1 Categories 
The project recognizes the diversity of the category of migrant. In this study migrants are 
people who are representative of the following categories: ‘humanitarian’ refugees for asylum 
from economic or political conflict, skilled or professional people who relocate for work, family 
members who are re-united under settlement schemes, or students who come to Australia for 
periods of study (see p. 22 for breakdown of categories and numbers). People from these 
categories will have differing levels of computer literacy, access to ICTs and varied needs 
regarding access to information and communication applications. The unifying criterion of the 
project is that participants are recent arrivals to Australia, having been in the country for less 
than 3 years. This is so that the experience of re-settlement is still fresh, and the ICTs, 
applications and websites used by participants are current because technology changes 
rapidly. 
 
2.2 Official data 
Official statistical data of migration is complex and can vary according to the government 
collection agency. The Australian Bureau of Statistics (ABS), the Department of Immigration 
and Citizenship, and State governments are official sources of data collections. The measure 
of immigration, Net Overseas Migration (NOM) is the net gain of immigrants arriving less 
emigrants departing and includes all who maintain residency for 12 months in a 16 month 
period, irrespective of resident status. It currently accounts for 54% of population growth 
(2011) and includes both permanent and temporary (long-term) arrivals (Scanlon Report 
2010:6).  
In the period 2010-11, NOM continued to decline since reaching its record high in 2008-09. 
Preliminary NOM in 2010-11 was estimated at 170,300 persons, which was 13% (25,800 
persons) less than in 2009-10. Overseas students were the largest category of temporary 
entrants in 2009-2010, followed by long-stay business visa holders. Within the permanent 
immigration program, Skill and Family visa categories contributed to the greatest numbers. 
Across both categories, most immigrants came from China, followed by India (ABS 2012). 
 
2.3 Migration trends 
More people immigrate to, than emigrate from, Australia. At 30 June 2011, 27% of the 
estimated resident population was born overseas (6.0 million people). This is an increase from 
ten years earlier at 23.1% (4.5 million people). The cultural and linguistic diversity of 
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Australia's resident population has been reshaped over many years by migration. Persons 
born in the United Kingdom continued to be the largest group of overseas-born residents, 
accounting for 5.3% of Australia's total population at 30 June 2011. This was followed by 
persons born in New Zealand (2.5%), China (1.8%), India (1.5%) and Vietnam and Italy (0.9% 
each).  
 
 
Figure 1.0 Australia's population born overseas: ABSa 
The term ‘mobile people’ is used in addition to the term migrants because it captures the shift 
away from traditional patterns of migration to acknowledge the fluidity and pace at which 
people move around the world. Migrants or mobile people may be long term and temporary, 
seasonal, posted or irregular, moving back and forth between countries and states. 
Sometimes, transnational spaces may themselves become communities of orientation. Many 
labour migrants such as high-tech professionals and market-driven business people are 
'citizens of the world' who seek career opportunities. Asylum seekers are constantly or 
periodically in motion back and forth across continuous or non-continuous territorial 
boundaries. It is becoming increasingly difficult to make a distinction between countries of 
emigration and immigration: the country of origin may turn into an immigrant country again, 
especially in light of usually high rates of return in international migration (Faist 2000). 
Part of the complex picture of migration is that it no longer follows traditional post-war patterns 
of movement of people from Europe to the (then) emergent nations of Australia, Canada, the 
United States and New Zealand. Rather, migration occurs from less developed to more 
developed nations, known as the South-North movement (Hugo 2009: 108). While earlier 
patterns of migration saw the placement of people from countries where some cultural 
similarities were shared with their newly adopted countries, mainly a shared Christian belief 
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system, current mobility has produced a far greater diversity of people from different cultures, 
lifestyles and belief systems. Furthermore, new patterns of international mobility, and 
consequently, new types of migrants and mobile people are emerging.  One of the 
underlying assumptions of this project is that cultural and religious diversity and 
difference may tend to make the process of re-settlement more challenging than for 
those people who share similar cultural backgrounds to the dominant Australian 
culture.  The chart below shows the changes in what regions migrants come from over the 
ten year period from 1999 to 2009. It reflects a growth in numbers from Asian and African 
regions and a decline in arrivals from European regions. 
 
 1999 % 2009 % 
Australia 76.9 73.5 
Oceania and Antarctica 2.4 3.0 
North West Europe 7.9 7.2 
Southern and Eastern Europe 4.6 3.8 
North Africa and Middle East 4.6 3.8 
South East Asia 2.8 3.4 
North East Asia 1.6 2.8 
Southern and Central Asia 1.6 2.8 
Americas 0.9 1.1 
Sub-Saharan Africa 0.7 1.3 
Fig 1.2 Regions of birth: proportion of Australia’s population 1999-2009 
Source: ABSa 
Over the last 10 years, the proportion of the Australian population who were born in the United 
Kingdom decreased from 5.8% in 2001 to 5.3% in 2011. Conversely, the proportions 
increased for people born in New Zealand (from 2% to 2.5%), China (from 0.8% to 1.8%) and 
India (from 0.5% to 1.5%). 
In terms of Australia's population growth, for the top 50 countries of birth at 30 June 2011, 
persons born in Nepal had the highest rate of increase between 2001 and 2011 with an 
average annual growth rate of 27%. However, this growth began from a small base of 2,800 
persons at 30 June 2001. The second fastest increase over this period was in the number of 
persons born in Sudan (17.6% per year on average), followed by those born in India (12.7%), 
Bangladesh (11.9%) and Pakistan (10.2%). (ABSc) 
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3.0 Background 
 
The research questions are underpinned by the importance of sociality for successful re-
settlement of migrants and in helping migrants to reduce feelings of isolation. Happiness and 
connectedness are identified as a significant factor in successful re-settlement, that is, a 
happy person is a connected person and a connected person is a well-settled person. This is 
particularly true for Humanitarian migrants who tend to be quite well connected to their own 
communities particularly in terms of religious, cultural and school connections (ABSf).  In the 
context of acceptance of host populations towards migrants, studies of people from CALD 
backgrounds identify the significance of social contact and social relationships for challenging 
stereotypes, changing values, attitudes and behaviours among people from different cultural 
backgrounds (Ben-Ari 2001).  How people from a diversity of ethnicities and cultures adapt 
and resettle in their new environments is fundamental for the maintenance of social cohesion 
and civility.  
Policy strategies have a direct impact on migrant and refugee communities and the types of 
services and support these groups receive. The policies, whether implemented across the 
governmental or non-profit sector can also educate officials, case workers and web 
developers on how to best serve these populations to better achieve the Australia's mandate 
of social inclusion and cohesion. The Scanlon Foundation Survey: Mapping Social Cohesion 
(2010) in Australia identifies social cohesion as compromising 3 elements:  
1. Shared vision: acceptance of universal values, mutual respect and common 
aspirations; 
2. A property of a group or community: a well functioning core group or community 
with shared goals and responsibilities and a sense of co-operation; 
3. A process: social cohesion is not an outcome but a continual process whose aim is to 
achieve social harmony.                                                                                                                   
(2010:8) 
While the Scanlon survey reports that 95% of Australians express a strong sense of belonging 
in their country, there is decline in positive sentiment in all five domains of social cohesion 
considered compared to the previous year. This could be partially attributable to the ongoing 
impact of the global financial crisis.  Community attitudes and perceptions towards migrants 
are important for engendering social cohesion and feelings of belonging. There is some 
noteworthy evidence that supports the need to find more ways to promote the resettlement 
and integration of migrants. The experience of discrimination was up from 10% in 2009 to 
14% in 2010.  The survey registers broad support for a non-discriminatory immigration 
program yet the level of negative sentiment towards immigrants from non-English speaking 
countries and Europe is under 5%. Negative sentiment towards immigrants from China and 
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Vietnam is around 10%. There is a higher level of negative sentiment towards immigrants from 
the Middle East at around 30%. On the issue of asylum seekers arriving by boat, surveys 
found negative sentiment in the range of 60%-70%. When questioned on the government’s 
humanitarian program there was strong positive sentiment: 67% were responsive towards the 
entry of refugees assessed overseas and found to be in need of help (p.3). 
 
3.1 Migrants and ICTS  
Federal, State, local government agencies and NGOs (non-government organizations) 
involved in the re-settlement of migrants from CALD groups recognize the importance of 
successful integration in combating social isolation. The ability for people to negotiate access 
to resources and services such as language support, accommodation, jobs, educational 
information and healthcare is critical not only for successful re-settlement and integration, but 
also for helping to prevent feelings of isolation and alienation. The prevention of social 
isolation assists in the development  of social cohesion and social capital in Australia’s rapidly 
growing cities.  
‘Digital inclusion’ is a major concern of governments and the not-for-profit sector. The 
Australian Government and the private sector are investing up to $43 billion over eight years 
to build Australia’s national broadband network, thereby providing “every person and business 
in Australia…[with] access to affordable, fast broadband at their fingertips” (Conroy, 2009). 
Such an investment makes assumptions, or hopes, about high levels of digital access and 
literacy. While digital literacy programs are in place at school level, there are other groups of 
people such as the elderly, disability groups and migrants who may not have ready access to 
programs or are not willing to access digital literacy programs.  It is widely acknowledged that 
many ‘Humanitarian’ migrants from CALD groups have limited access to technology and lower 
literacy rates than people from English speaking backgrounds.  
To address the concerns of social integration and inclusivity, it is necessary for people to 
develop specific digital literacy skills, digital knowledge and information (Notley and Foth 
2008). This is recognized in Australia’s Digital economy: future directions report (2010), which 
states “Australia's digital strategy must be sensitive to the fact that not all community groups 
currently participate online equally. The potential for digital exclusion needs to be addressed in 
the design of online services and in the framing of social inclusion policies.”  
The Australian Communications and Media Authority (ACMA, 2009) report found that: 
Australians who do not speak English at all or do not speak it well were 27% less likely to 
have broadband than those proficient in English.   
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Households with incomes of over $2000 a week were more likely to have broadband than 
households with income of $600 or less (assuming that refugee groups would be in the latter 
category). 
Migrants are confronted with multiple challenges upon arrival in their host countries.  Services 
that support their settlement and integration are vital to achieving Australia’s social inclusion 
mandate. Access to information and communication within virtual and located places through 
ICTs provides the potential for social participation and active citizenry. This concept 
emphasizes the role of the media as a resource for civic empowerment and its position as a 
facilitator of community building and collaborative problem solving (Rosen 2000; Sirianni & 
Friedland 2001; Hiller & Franz, 2004; Haas 2007). 
 
 
3.2  Migrants, technology and social cohesion and  
 social capital 
 
How can the use of ICTs by migrants contribute to social cohesion and social capital in 
Australian cities? With the integration of the internet into everyday life, research suggests that 
through regular usage, the internet has the capacity to increase communication offline and 
online. Studies show that ICTs can facilitate affective support by providing access to networks 
of people who:  
 become more aware of each other’s needs through more frequent contact;  
 exchange photos, articles, songs, files;  
 make online arrangements to meet in person (Wellman et al 2001: 438).  
This project uses Wellman’s definition of social capital (2001) which is understood as a 
combination of: 
Network capital: relations with friends, neighbours, relatives and workmates that significantly 
provide companionship, emotional aid, goods and services, information and a sense of 
belonging. 
Participatory capital: involvement in politics and voluntary organizations that affords 
opportunities for people to bond, create joint accomplishments, and aggregate and articulate 
their demands and desires. 
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The UK study Digital Inclusion: An Analysis of Social Disadvantage and the Information 
Society (Dept of Communities and Local Government 2008) shows that digital disengagement 
is persistent and related to social disadvantage. The implications here are that digital 
disengagement means that technology and social disadvantages are inextricably linked. The 
report suggests that social policy goals will be increasingly difficult to realise as mainstream 
society continues to embrace the changes in our information society while those on the 
margins are left further behind – disengaged digitally, economically, and socially. The study 
recognizes that digital disengagement is a complex compound problem involving 
cultural, social and attitudinal factors and in some cases informed ‘digital choice’. 
Technology is playing a key role in improving the effectiveness and efficiency of services, and 
those who are able to access these services through electronic channels have a greater 
choice and a greater range of benefits available to them. 
There is a counter-veiling view that the internet may be diverting people from true community 
and face-to- face interaction because it is an inferior mode of communication than face-to-
face. The ability for internet based communication to provide emotional support, foster and 
maintain complex relationships is thus questioned, with the assumption that the internet can 
divert people from more productive activity (ibid 439). This project addresses the questions 
these two contrasting views provoke. It is concerned with the capacity for ICTs to be a 
medium in the development of social cohesion and social capital through its ability to connect 
people with services and information, and also with each other. It investigates the ways in 
which emotional support may be communicated through the use of ICTs for people who are 
disconnected from friends and families in homeland countries.  It is critical therefore to be able 
to identify the type of internet use that newly arrived mobile people experience, across a range 
of migrant groups. The expansion of internet capabilities and the affordances of Web 2.0 
provide a seemingly endless resource for information and communication.  
 
 
3.3 The Urban Policy Context  
The overwhelming majority of migrants settle in capital cities. In 2011, 82% of the overseas-
born population lived in capital cities compared with 66% of all people in Australia (ABS 
d). Australia’s cities are growing rapidly, presenting resource implications, issues related to 
social, economic and cultural sustainability. Between 2001 and 2010 Australia’s population 
grew by 2,915.607 with 81% of this growth occurring in 18 major cities and 60% of growth in 
the four largest capital cities of Sydney, Melbourne, Brisbane and Perth (ABS 2011 b). While 
Melbourne and Sydney are host to the greatest number of migrants, increasing numbers are 
flowing to smaller cities such as Brisbane and Perth. In the period 2010-11 Queensland 
received 31,266 (18.4%) NOM migrants, the third highest proportion of migrants  below NSW 
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and Victoria (ABSa). Smaller cities such as Brisbane have less of a tradition of migration, and 
thus may have fewer programs and strategies in place for re-settlement than larger cities.  
 
 
 
 
 
 
 
 
 
 
 
Fig 3.0 Capital city and non-capital city balance for first generation (overseas-born) Australians(ABSb) 
Fig 3.0 Capital city and non-capital city balance for first generation (overseas-born) Australians(ABSb) 
 
State or Territory of Residence Born in Australia Born Overseas 
New South Wales 4251.3 1552.2 
Victoria 3434.5 1169.9 
Queensland 2935.3 698.1 
South Australia 1120.1 306.8 
Western Australia 1279.2 530.5 
Tasmania 397.7 50.4 
Northern Territory 148.2 26.4 
Australian Capital Territory 236.5 70.2 
Fig 3.1 Migrants Country of Birth by State, 2006 (latest available data ABS b). 
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Australian cities are among the most liveable in the world but they face a number of significant 
longer term challenges. The National Urban Policy: Our Cities, Our Future: A National Urban 
Policy Framework for a productive, sustainable and liveable future, 2011 recognizes these 
challenges and outlines a blueprint for development. Social cohesion is one of its concerns as 
Australian cities increase in scale and cultural diversity. Of the policy’s 3 Priority areas, 
Productivity, Sustainability and Liveability, the latter two emphasize the importance of socially 
cohesive cities with citizen’s well-being and health a priority:  
Liveable cities offer a high quality of life and support the health and wellbeing of people who 
live and work in them, and visit for business or recreation.  Liveable cities are equitable, 
socially inclusive, affordable, accessible, healthy, safe and resilient (p.7).  
 
The policy recognizes the inter-dependencies between the goals of productivity, sustainability 
and liveability. The example that access to affordable high speed broadband will speed up 
business transactions (productivity); reduce the need for physical movement and 
transportation of people and documents (sustainability); and enable enhanced social, cultural 
and educational participation (liveability) (p.8) also has implications for people who may not 
have the requisite skills to be digitally literate. 
Cultural diversity is largely perceived as a good thing, bringing richness and variety to the 
existing dominant culture. Nonetheless, there is potential for social disharmony and civic 
disengagement, brought about by difference and lack of understanding about difference. How 
people from CALD backgrounds re-settle into host cities and how local populations adapt to 
cultural difference is a significant factor in the maintenance and development of social 
cohesion as urbanization intensifies across Australia. While many indicators point to 
reinforced social divisions, the civil-society-driven movement to overcome divisions is also 
steadily growing. 
This project aims to contribute information that is useful for the National Urban Policy, which 
will complement the government's Sustainable Population Strategy. The strategy outlines how 
cities need to respond to challenges such as the effective integration of migrant populations 
while at the same time promoting the opportunities this offers.  The ‘Our Cities Our Future’ 
plan sees this matrix to ‘be critical to maintaining and improving the quality of life enjoyed by 
our communities and to help secure the nation’s productivity into the future’ (2011: 2). Cities of 
the future are confronting and integrating the complex systems of productivity, sustainability 
and liveability. Moreover, they must deal with how each system is dynamic and affects the 
other in tangible ways.  
B
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4.0 The Context: Brisbane 
 
 
 
 
 
Fig 4.0: Brisbane city 
The project is located in Brisbane, the Queensland state capital. It is a city undergoing rapid 
transformation and was Australia’s fastest growing city for several years during periods from 
1998 to 2010.  A key consideration for Brisbane as a site for this project is that it has 
undergone significant demographic change since the mid-1990s.  Prior to this time its 
population was predominantly Anglo-Celtic, a pattern which existed from the 18th century 
period of white settlement right through until the end of the 20th century. Until recently, 
Queensland’s immigration policies actively encouraged immigration from Britain over other 
countries (Fitzgerald 1982).  The shift from a relatively homogenous Anglo-Celtic population to 
one of greater cultural diversity has occurred in a short period of time. At the 2011 census, 
25.6% of Brisbane’s population was born overseas, with 14% from non-English speaking 
backgrounds (in Brisbane’s LGA: Local Government Area).  The sharp rise in migrants from 
CALD groups suggests a need for greater levels of support and tolerance than for non-CALD 
migrants, to help ensure social harmony among a population growing in diversity and scale. 
How people deal with difference - cultural, ethnic, social - is determined by a range of factors 
and the current environment of economic constraint and uncertainty may contribute to a level 
of mistrust towards people who appear different. Thus strategies to support the development 
of social cohesion during periods of uncertainty and change are important and understanding 
the role of ICTs in social networks is beneficial to those strategies.  
The project’s target group is recently arrived migrants and refugees from culturally and 
linguistically diverse (CALD) backgrounds located in Brisbane. The majority of CALD migrants 
are from China, India Philippines and Vietnam (ABSf 2011). Suburbs such as Marooka and 
Logan have higher percentages of migrants from Sudan, Afghanistan and Bosnia and 
Herzegovina. Brisbane’s humanitarian and family settlement programs are expanding, and 
Brisbane will receive 12,668 migrants from Humanitarian and Family Settlement programs in 
2011 -2012 (Dept of Immigration and Citizenship). 
NSW and Victoria taking over three times as many Humanitarian refugees as does 
Queensland. While Sydney is a larger city than Brisbane, it also has a longer tradition of 
cultural diversity.  In Brisbane, the majority of Humanitarian refugees are from North Africa 
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and the Middle East at 12,300 in 2010. The majority of migrants 90,000, are on permanent 
visas from North and West Europe, followed by South East Asia 57,200. Changes over a 6 
year period below:  
 
 
 
 
 
 
 
 
 
 
Fig 4.1 numbers of overseas born population by country of birth: 2006 (ABS d)   
In 2006 the majority of overseas born people in Brisbane LGA (Local government area) are 
from English speaking backgrounds. Vietnam and China are the two countries with the highest 
number of people from non -English speaking backgrounds. 
 
United Kingdom 95,315 
New Zealand 73,128 
United Kingdom      57,147 
New Zealand           44,936 
China 18,415 
India                       17,630 
South Africa           12,525 
Philippines 9,000 
Germany 6,338 
Vietnam 6,325 
United Kingdom 95,315 
New Zealand 73,128 
South Africa 12,824 
Vietnam 11,857 
China 11,418 
Spain 10,880 
Philippines 9,871 
Germany 8,645 
India 7,549 
The C
ontext of B
risbane 
  18 
Fig 4.2 Brisbane: Numbers of overseas born population by country of birth: 2011 (ABS d) 
In 2011 the majority of overseas born in Brisbane are from English speaking backgrounds, but 
this number has reduced significantly from the 2006 Census.   There is a sharp rise in 
migrants from China and India over this period. 
Numbers of Humanitarian refugees and migrants reunited under the Family scheme is 13,045 
in 2012: 
Humanitarian Family Total 
6995 6050 13, 045 
Fig 4.3 Brisbane – Metropolitan:  arrivals from Humanitarian and Family categories (Dept of Immigration and 
Citizenship 2012) 
 
Family Humanitarian 
China 1280 Burma 1012 
Vietnam 830 Sudan  484 
Thailand 546 Afghanistan 483 
Japan 464 Iraq 381 
Philippines 388 Thailand 350 
Taiwan 354 Congo 305 
South Korea 347 Iran  271 
India 205 Burundi 248 
Former USSR 155 Somalia 221 
Indonesia 142 Tanzania 219 
Fig 4.4 Brisbane Metropolitan: Humanitarian refugees and migrants re-united under the Family scheme by 
country (Dept of Immigration and Citizenship 2012). 
 
The C
ontext of B
risbane 
  19 
5.0 Methodology 
 
The research uses primarily qualitative, interview-based and ethnographic methodologies. 
Surveys of websites used by CALD migrants and websites that have CALD relevant 
information were studied for the range of languages provided, ease of navigation and finding 
information.  The combination of methodologies supports the maximum understanding of 
migrants’ use of the internet and its context in the experience of everyday life. The focus on 
the experience of everyday life, enables an understanding of how internet use is integrated 
into daily routines and habits and therefore is a measure of its significance. Interviews provide 
textured in-depth information, which is appropriate for a research project that focuses on lived 
experience and involves people from non-English speaking backgrounds. In depth interviews: 
1. Reduce the likelihood of misunderstanding when the participant’s first language is not 
English. 
2. Humanitarian migrants and refugees require a sensitive approach due to the 
circumstances of their re-location to Australia and in-depth interviews enable the 
development of trust between the interviewer and participant. 
3. The research investigates emotions, experiences and feelings of loneliness and social 
isolation which requires sensitive exploration, rather than reporting in a word or two. 
 
Thirty one in-depth interviews of 30-45 minutes were conducted in total. Twenty six of these 
are with migrants who arrived in Brisbane between 2009 and 2012.  The cohort are 
representative of a range of cultural backgrounds, ages, migrant categories and gender (see 
Figs 6.1, 6.2, 6.3). Five interviews were conducted among personnel who work with migrant 
communities in community resource centres or libraries.  This group is included in the 
research project to gain an oversight of concerns about migrant’s access to computers and 
information, computer literacy and the problems of social isolation from people who work with 
migrant groups on a daily basis. 
 
A survey instrument was administered at the commencement of the interview (see Appendix 
1) to capture essential data such as migrant category, age, gender, place of access, web- 
based applications used and so forth. The survey enabled the collection of demographic data 
and assisted in  identifying specific points to pursue in-depth for the interview, such as types of 
usage. Interviews are based on a survey that focused upon questions related to: 
• internet access 
• time spent on the internet  
M
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• applications used 
• reasons for using the internet 
 
The survey was modified during the course of the project to capture greater levels of detail 
and quantitative data. Interviews with people from non-English speaking backgrounds 
presented some limitations in terms of oral expression and comprehension. The survey was 
re-designed to assist in the mitigation of language difficulties. 
Interviews among refugees were initially sourced from contacts through personnel at Ethnic 
Community Council of Queensland (ECCQ) who provided networks into Community Action for 
Multicultural Societies (CAMS) communities and through the snowball effect among refugee 
communities. Interviews were also sourced through Communify, a community organization 
which services migrant communities, and through the Romero Centre at Dutton Park. 
International students were sourced through Queensland University of Technology  (QUT) and 
colleagues’ networks.  
Refugee and migrant groups are notoriously difficult to conduct research among, and this was 
reflected in the degree of difficulty in gaining access to people willing to participate.  There are 
several major barriers to access, which include: 
• Reluctance to be involved in what is perceived as official information gathering due to 
the experience of trauma or persecution by officials in participants’ homeland 
countries; 
• Language difficulties; 
• Lack of language confidence despite participants’ ability to speak English fluently; 
• The protection of migrant case-workers unwilling to expose their clients to possible 
further unsettling intervention.  
 
International students are more easily accessed as a group as they are familiar with a tertiary 
research environment and typically display greater levels of confidence in English language 
skills. This group provided a contrast to refugees in terms of having greater access to internet 
technologies and higher levels of language and computer literacy. None the less, the two 
groups share several commonalities, particularly in relation to websites that are frequently 
visited and what applications are used for what purposes. 
Ethnographic and participant observation is combined with interviews and took place across 
several Migrant Resource Centres: in Woodridge, Kelvin Grove , Red Hill, Dutton Park. 
Libraries in Logan, Woodridge and South Bank, where high numbers of CALD group frequent, 
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are also sites of ethnographic study.  The aim of this component of the research was to 
observe the use of, and interaction occurring around the computer terminals in centres and 
libraries, and to seek information about the types of computer training offered and the 
availability of computers.  The interviews conducted with community leaders and librarians at 
resource centres and libraries helped to ascertain views about the adequacy of services and 
an overview of migrants use and needs regarding the Internet and computing. 
In-depth interviews with participants from CALD groups took place at Logan Library, 
Woodridge Community Centre, Communify, Romero Community Centre, cafes, and the 
principal researcher’s office at QUT.  Interviews were recorded and transcribed. 
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46% 38% 8% 8% 
Humanitarian refugees International students Family reasons Work 
6.0 Demographic Data 
 
Participants were sourced from a diverse range of countries of origin, migration status and age 
groups. The gender breakdown is 50% women and men. 
 
6.1 Migration Status 
 
 
 
 
 
Fig: 6.0 Migration Status.  
The majority of participants are Humanitarian refugees followed by International Students. Of 
the 26 participants, 12 are Humanitarian refugees, 2 participants migrated to Australia for 
employment, and 2 participants migrated to Australia for family reasons. The remaining 10 
participants are international students.   
 
6.2 Country of origin 
 
 
 
 
Fig: 6.1 Continent of Origin 
The cohorts’ country of origin is diverse. The continents they represent are Asia (Vietnam, 
India, Bangladesh, China) Africa (South Sudan, Burandi, Tanzania and Kenya) Middle East 
(Iran, Afghanistan) and Europe (Norway and Italy). The highest representation of participants 
is from Asia.  
 
24% 52% 8% 16% 
Middle East Asia Europe Africa 
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6.3 Age 
 
Fig: 6.2 Age 
The majority of participants are in the 26-33 age bracket which is consistent with Australia-
wide migration trends and mobility. Those in the older age groups 42 and above, came to 
Australia for family and study purposes.  Self-rated computer literacy skills were generally 
consistent throughout the age-groups. 
 
 
19% 46% 23% 4% 4% 4% 
18-25 26-33 34-41 42-49 50- 57 57 -64 D
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7.0 Analysis 
 
The effective use of digital communications services is recognized as an important skill for 
participation by Australian citizens in the digital economy and society. Digital media literacy is 
often defined as the ability to use, understand and create digital media in a variety of 
communications contexts. Efforts to promote digital media literacy tend to emphasize the core 
competencies that reflect a combination of required skills, knowledge and attitudes 
characteristic of effective digital participation. 
The project participants self-rated their digital literacy on a scale of 0-5, where literacy was 
defined as the ease of using a computer or mobile device, navigating the internet to find 
information, and using communication applications such as email and Skype.  
 
7.1 Digital literacy 
 
 
 
 
 
Fig: 7.0 Self-rated digital literacy on a scale 0-5 
The majority of people (56%) rated their digital literacy skills between 4 and 5, which is high. 
Only one person claimed to have no computer skills and relied on her children to access the 
internet for her. 
However, the migrant community leaders, who were interviewed and who work with migrants 
on a daily basis identify digital literacy as a problem. Although there are publicly available 
computers and computer training courses in libraries and community centres, several leaders 
noted that supply did not meet the demand for training: 
…it’s a very huge problem that people haven’t thought of… most of these communities, most 
of whom don’t speak English are still learning English from TAFE. They only get information 
through word of mouth. Or even flyers and then friends, community friends and leaders. Direct 
information from leaders to them. But for them it’s, because they can’t access the internet, 
their computer literacy is very bad. 
 - Community Leader from Rwanda 
23% 31% 37% 8% 1% 
Rate 5 Rate 4 Rate 3 Rate 2 Rate 1 0% 
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While the majority of the project participants rated themselves as being digitally literate, as a 
small qualitative study, this percentage is not representative of the larger numbers of CALD 
people that community workers encounter in their working weeks.   
 
7.2 Access  
Many migrant groups and mobile people are well connected, whether through their own 
mobile devices such as mobile phones and laptops or via a workplace, library or Community 
Centre computers. In this project, Humanitarian refugees are the least well-connected, 
although limited computer/mobile device access was by no means uniform across the group.  
Prior to arrival in Australia, Humanitarian refugees have frequently lived in camps in exile, 
sometimes for years, and it is not until they are re-settled in Australia that are able to access  
ICTS. Once re-settled, there are programs that enable refugees to acquire or renew digital 
literacy skills. One indicator of type of access for this group was to do with the period of re-
settlement in Australia. 
All participants had internet access, with only one person unable to access it except with the 
help of her children, due to her lack of digital literacy. Access to computers and mobile devices 
is high (see fig 2.6) with 92% of participants accessing the Internet at home and 42% 
accessing it at work.  Libraries and Community Centres play a valuable role in providing 
access to computers and the Internet with 53% of participants using a library or Community 
Centre. 42% of people used a mobile device to access the Internet.  
Barriers to Access:  
• Costs 
• English proficiency 
• Computer literacy 
 
The cost of broadband access in Australia compared to participants’ home countries and the 
limitation of the types of plans available were commonly cited by the majority of participants as 
obstacles to accessing the internet.  The limitation of wi-fi in public places in Brisbane was 
also noted. Wi-fi areas are available around the State Library of Queensland and in the Queen 
Street Mall in Brisbane’s CBD, but does not extend beyond these two public areas. 
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Fig: 7.1 Where participants accessed the Internet. 
Studies show that mobile devices such as mobile phones with web access, tablets and 
laptops are commonly used among migrant groups and that texting is often the preferred 
mode of communication. This was borne out in this project where it was found that participants 
responded best to text messages when setting up interviews. 
 
Libraries and Community Centres as valuable public resources. 
Libraries and Community Centres in Brisbane where high numbers of migrants and refugees 
are located, are extremely well patronized by these groups.  Field work revealed that migrants 
use libraries and Community Centres for access to computers, for local information seminars 
and for a variety of training sessions.  
 Interviews with staff at Community Centres and Libraries indicated a constant and high 
demand for the use of computers by migrant and refugee groups.  While all Community 
Centres visited provided some type of training in the use of computer and Internet skills, 
several community leaders indicated that computer training and computer terminals was 
limited and that in general, demand exceeded the availability of training programs.   A fieldtrip 
to Logan Central Library on a Saturday morning revealed all 36 computer terminals in use by 
CALD groups, some with 2 or 3 people gathered around one computer.  In an interview with a 
librarian at Logan Central Library, she stated:    
If we were open (the library) 24/7, the computers would all be in use…and this 
applies to all the other libraries in the area (there are 4 other libraries). 
 
Brisbane’s public libraries offer a range of training programs ranging from basic computer 
skills to the use of email, using the internet for transport and other specific uses. These 
training programs are offered free of charge.  At Logan Central Library, staff are often called 
upon to help people writing job applications and searching for jobs.  
 
24 11 11 14 3 
Home Work Mobile Centre or Library Friends/Family 
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Summary 
• Mobile devices are widely used as a source of internet access and suit the mobility of 
many migrant lifestyles. 
• Broadband and Service Provider costs associated with access can limit the time spent 
using ICTs. 
• Homeland countries’ technology infrastructure or government control (eg: China) may 
be a limitation on using ICTS for communicating with family and friends in these 
countries. 
• Significant numbers of migrants use a library or a Community Centre to access the 
Internet. 
• English language barriers prevents access. 
 
7.3 Usage 
Studies on how the internet is used in everyday life acknowledge that virtual spaces are 
‘places’ where users do a variety of different activities. This was reflected in the high level of 
usage with the majority of people, 54%, spending over 4-6 hours daily on the internet and 68% 
spending at least 3 hours a day (see fig 7.2).   
 Participants in the project used the internet for a wide variety of purposes, with the most 
common activities being, in order of priority: 
• Communicating with friends and family 
• Finding information about local transport  
• Finding information about accommodation 
• Finding information about jobs and applying for jobs online 
• Finding news and other information about homeland countries (accessing homeland 
online news services). 
• Entertainment 
• Meeting people 
The significance of the internet as a ‘place’ of multi-activity that is incorporated into the 
rhythms of everyday life, was evident in the amount of hours that participants spent on the 
internet on a daily basis. Most participants use the internet frequently throughout the day and 
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24 11 11 14 
Skype or equivalent Facebook or equivalent Messenger Email  
the importance of internet access rated very highly. This view, and the high usage was 
reflected across all CALD groups.  
 
 
 
 
 
Fig 7.2 Time spent on Internet daily  
 
 
 
 
 
Fig: 7.3 Types of applications used by number of participants.  
Email is the most widely used application by participants, possibly for its ease of access. 
Skype and Facebook, both applications with visual affordances, had high usage. The benefit 
of the visual affordances Skype and Facebook was remarked upon by many participants (for 
further detail see Section 9). Facebook is also noted as a source of information about local 
communities and events: 
I was able to get into some networks like a bushwalkers club and other such clubs. Climbing 
clubs, etcetera which frequently post updates about trips and meetings etcetera on 
Facebook… I think Facebook is very useful to network in terms of social communities and 
clubs. 
 - Raj, Indian Student 
 
Facebook is frequently used by participants in preference to Skype to contact family and 
friends in homeland countries. Skype connection either end can be slow and using Skype 
across International time zones requires a level of organization for both parties to be at a 
computer at a designated time.  
53% 15% 26% 4% 
4-6+ daily 3-4 hrs 1-2 hrs under 2 hrs 
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58% 30% 23% 27% 
Translink Accommodation sites Job seeking sites Gove websites (Centrelink, BCC) 
8.0  Using the internet to find 
information 
 
The internet is used widely by participants for accessing local information and international, 
homeland information. There are striking similarities in internet usage between the two groups 
of Humanitarian Refugees and International Students, where greater differentiation might be 
expected.  A similarity in levels of digital literacy is also notable, as are the websites accessed. 
 
 
 
 
 
Fig 8.0: Commonly used websites (percentage of total participants).  
 
 
8.1 Finding information to help orientate and become  
established in Brisbane  
 
The two most commonly accessed websites across all CALD groups are TransLink 
http://translink.com.au the Queensland Government public transport site which provides 
information about bus, train and ferry timetables and journey planners, and Realestate.com 
http://www.realestate.com.aua website featuring houses and apartments for rent and sale. 
The job seeking site Seek http://www.seek.com.auand the website Gumtrees, 
http://www.gumtree.com.au, a localized classified advertising site are both well used for job 
seeking, finding accommodation and purchasing products and services. 3 people used the 
Brisbane City Council website http://www.brisbane.qld.gov.au/ to find local information. 
The availability of localized and geo-locational information and affordance such as maps and 
tagging is clearly an aid to orientation in a new city or place. Several participants expressed 
the utility of the net for finding their way around the city and coming to understand it: 
...especially knowing the city. It has really helped me. So transit maps, shopping malls, 
information about uni.   
 - Female student from Kenya 
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It has made my life simple. Finding my way here, communicating with people, getting to know 
Brisbane and making friends. 
 - Male student from Tanzania 
The Brisbane City Council website http://www.gobrisbane which was discontinued in 2010 and 
provided information about Brisbane wide-events and entertainment was missed by 
participants who had used the website. The current BCC website has information only about 
events listed at its own institutions such as the Museum of Brisbane and the Planetarium.  
There are some links to information about Migrating to Brisbane which link through to the 
Department of Immigration and Citizenship, but there is no localized information. 
 
8.2 Finding information about homeland countries.  
All participants used the internet regularly to find out news and information about their 
homeland countries. In most cases this occurred on a daily basis demonstrating the way in 
which internet use is integrated into everyday life. Most participants accessed homeland 
online news sites, while several others used international news services such as the BBC 
(British Broadcasting Corporation) http://www.bbc.com/news/ or SBS (Special Broadcasting 
Service) http://www.sbs.com.au/ for homeland updates. 
 
8.3 Finding out how to connect with people in Brisbane. 
Participants used the internet to get in touch with other people from their local cultural 
communities in Brisbane through sites such as http://www.kenyansdownunder.wordpress.org  
and Tanzanian groups. One participant used the website www.meetup.com, to find mutual 
interest groups, in his case a bushwalking group. Meetup.com is a website dedicated to 
localised interest groups that enables people to set up a group or join a group, with a focus on 
social connection. People express interest via email then attend a “meet-up” in a place where 
the activity is undertaken by the group. Activities are wide-ranging and include bike riding, 
gourmet adventures, French conversation, social singles, yoga, web developers and so forth. 
All capital cities in Australia have active meet up sites. It is one of a growing number of 
websites that enable strangers to meet each other, in this case with a shared mutual interest. 
There are also several expat sites for particular expat communities that have the same 
function. 
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8.4 Using the internet for job-seeking. 
Online recruitment advertising has replaced print advertising for employment positions.  This 
presents significant obstacles for many CALD migrants and is widely recognized as such in 
CALD communities. People who a) do not have high levels of English and digital literacy and 
b) do not have ready access to a computer are at a distinct disadvantage.  Librarians reported 
that CALD migrants using library computers would frequently ask for help writing job 
applications and resumes. As one Community Leader from Rwanda put it: “…there’s no one 
who’s going to employ you without computer skills. Except for the trades, but even then 
somehow you’ll be required to use the computer.” The Asylum Seekers Resource Centre in 
Melbourne (ASRC) are developing a website for employment mentoring services. This is 
because many jobseekers live a long way out in the suburbs and do not have money to come 
into the Centre which is located closer to the CBD. Melbourne based employment website 
http://www.ames.net.au/ is specifically targeted at CALD groups and is offered in several 
languages, but no such equivalence exists in Brisbane. 
 
8.5 Websites for migrants and refugees that are not well used. 
There are many Brisbane based organizations with websites offering settlement services or 
advocacy for migrants and refugees that participants did not know about or access.  There are 
also government websites that provide information for CALD groups in several languages 
such as Centrelink and local libraries that participants did not use.  A website analysis shows 
the organizations and their range of services: 
ORGANISATIONS FUNCTION 
Ethnic Communities Council Queensland 
http://www.eccq.com.au/ 
Advocacy organization for CALD 
groups in Queensland 
Refugee Council of Australia 
http://www.refugeecouncil.org.au/# 
National information and advocacy 
organization for refugees  
Australian Government Immigration and 
Citizenship 
http://www.immi.gov.au/ 
Government information site about 
immigration and citizenship.  
Brisbane City Council 
 http://www.brisbane.qld.gov.au/ 
Council website that has links for 
migrants to information about settling in 
Brisbane, including to Immigration and 
Citizenship. 
MDA, Brisbane  Multicultural Development Association 
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http://www.mdainc.org.au/ is a re-settlement agency providing 
relevant services. 
Romero Centre, Brisbane 
http://romerocentre.org.au/ 
Settlement services and support and 
advocacy  organisation. 
Communify, Brisbane 
http://www.communify.org.au/ 
Serving Brisbane communities 
including CALD communities with 
programs and services. 
Refugee Health Qld 
http://www.health.qld.gov.au/multicultural/health
_workers/refugee_hlth.asp 
Health services that provide 
assessment, management and 
referrals for refugees. 
BARC, Brisbane 
http://www.barc.org.au/ 
A website promoting events that are 
relevant to migrants and refugees in 
Brisbane. 
Centre for Multicultural Pastoral Care, Brisbane 
http://www.multiculturalcare.org.au 
A Catholic organisation providing 
information, educations and advocacy 
for a range of CALD groups. 
 
While the focus of many of the listed organizations is refugee and migrant advocacy and are 
thus targeted at migrant case workers and others working in migrant communities, their 
websites also contain information that is useful for migrants and refugees such as training 
information and access to services.  Government websites such as Centrelink 
http://www.humanservices.gov.au/ and The Department of Immigration and Citizenship 
provide translation in up to 38 languages, but contain numerous layers of information which 
requires a reasonable level of computer and digital literacy in order to understand and 
navigate which may well present challenges for a person whose first language is not English. 
Over the period of this project, Centrelink’s website was re-designed and now sits within the 
government’s Human Services website. It now contains more visual information and is less 
cluttered and provides audio information for refugees and migrants but only in English.  
Centrellink’s homepage for migrant’s and refugees: 
U
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One participant commented that when requesting information from the 
Centrelink/Humanservices website, the response was very slow, sometimes it took two weeks 
to receive a response.  
 
8.6 How do CALD migrants and refugees find information if 
they don’t use the internet? 
 
When CALD migrants do not use the internet to find information, they will use their personal 
networks such as friends and family, and community leaders.  
People will go to their friends or family and...that’s the most utilised way of getting information. 
If you don't have any information you go to somebody, a friend or relatives and usually they 
are asked, almost like leaders in the community from the village communities. So everybody 
goes to them…. 
 - Tongan Community Leader 
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All community leaders interviewed stated that this was the most common way of finding 
information and was often used in combination with internet searching for those who are 
digitally and language literate.  Seeking information this way also provides assurance that the 
information is accurate and reliable, an important factor for people whose first language is not 
English and who are thrust into a system of social organization that is different from their 
homeland countries. Thus community leaders, many of whom are voluntary, provide a 
valuable service acting as the interface between the new migrant and government and other 
agencies with whom people need to liaise with to become re-settled.   
The Tongan community leader’s quote above, reflects that the practice of using social 
networks is a conventional source of information gathering in participants’ own cultures, and is 
often the preferred method. Several leaders spoke of the importance of trust for refugees in 
particular and how this was best served by personal contacts and connections. One 
community leader also spoke about the use of printed information, the amount made available 
but that was not reaching its intended audience: 
They just read it and then throw it away because they’re reliant on their community leaders for 
information. I feel so sad because there’s a lot of glossy material just gathering dust in the 
cupboard. 
 - Philippine Community Leader 
 
Several people in the project who are digitally literate and have access to a computer, such as 
Akira from Japan, indicated that they prefer to find out information when they first arrived in 
Brisbane, from people they know. It is assumed that this is more reliable information than one 
might find on the internet. 
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9.0  Using the internet for 
Communication 
 
The internet is an inherently social medium and social interaction is now mediated via computer 
technologies at an unprecedented rate. It is a growing communication phenomenon which has 
changed the everyday experience of life in urbanized Australia.  
Australian research shows that 68% of people regard internet technology as a way of 
increasing social contact with friends and 62% with family (Ewing and Thomas 2012). There is 
also a sharp increase in the use of the internet to make phone calls up from 30% in 2009 to 
39% in 2011 (Ewing and Thomas 2012). 
92% of all participants in this project used the internet to communicate with friends and family 
in their homeland countries and in Australia. Participants used a variety of internet 
technologies to do this, including a combination of communication tools such as email, 
messenger, Skype and Facebook on a regular basis (see Fig 7.3). 
The advent of social software and the affordances of Web 2.0, have added another dimension 
to internet communication, providing greater levels of engagement at very low cost. One of the 
key capabilities here is the visual affordances that applications such as Skype enable, which 
allows users in real time to talk and see each other.  Another capability that has impacted 
upon the way people communicate across borders and time is the ability to share 
photographs, web links and other media and chat functions, as with Facebook and similar 
social software.  
This section of the project focuses on the question:  
What way might internet communication help to mediate the expression and regulation of 
feelings of discomfort, loneliness, sociality for people who are newly arrived in the country and 
whose first language is not English.  
 
9.1 The Intimate connections of the Internet 
The unique communicative affordances– synchronous, real time and inexpensive audio-visual 
communication, and the rapid uptake of social network sites, makes the internet a 
technological innovation tightly linked to social change. These social changes have clear 
implications for the patterns of individual well-being with cost-efficient technologies enabling 
frequent communication and that offer high levels of personal and emotional engagement. The 
visual, interactive and real- time characteristics of affordances such as Skype and Facebook, facilitate a 
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greater depth of emotional interaction than previous communication technologies, and provide 
the means by which people might regulate or manage their feelings. Online communication 
facilitates the expression of emotions (output) and the input of emotional messages, thus 
developing and reinforcing important social ties between users. 
Studies that seek to understand the communicative and psycho-social capacities of these 
technologies refer to the feeling of “presence” that is produced in communication exchanges. 
The concept of “telepresence” used by Steuer (1992) to describe the “immediate or intense 
feeling of being there” in a virtual reality environment points to the depth of emotional 
exchange that many participants in the project described when using these technologies.  The 
sociological concept of “co-presence” (Goffman 1963) is harnessed when people sense that 
are able to perceive others and that others are able to actively perceive them – and this is 
more likely to occur in a real-time visually enhanced environment.  
For people who may be feeling lonely and/or isolated or who simply require the regular 
reassurances of family and friends who are overseas, internet technologies are not only highly 
valued, but essential for some participants’ well-being.  In the project’s cohort this is more the 
case with women interviewees who are in Australia for family reasons ie: their spouses are 
either studying or working in Brisbane. This group of women are frequently alone at home with 
small children and have left situations in homeland countries where there are close family ties 
that involve daily or very regular contact between family members and friends in their 
community.  Finding themselves alone for much of the day and night in Australia, means they 
are vulnerable to feelings of loneliness and isolation. A librarian at Logan Central, where high 
numbers of CALD migrants use the library’s computers, told a poignant story of one young 
woman from Afghanistan who came to the library on a daily basis and spent hours 
communicating with her mother on Facebook.   
Several female participants spent at least 4-6 hours a day on the internet communicating with 
friends and family in their homeland countries. Saman, a young woman from Iran with one 
child stated that she spent at least 4-6 hours a day communicating and described how she 
would feel if she was unable to do this: 
I:  How do you think you’d feel if you couldn’t communicate as much as you do with your    
    friends and family? 
R:If I can’t communicate I think I would be stuck off. 
I: You would be..? 
R:I would be just in the one room, I will feel suffocated. 
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Skype simulates a personal exchange that closely proximates a face-to-face interaction, 
through the ability to read a person’s facial cues and gestures.  This readability provides each 
person with additional layers of non-verbal information which can be valuable for interpreting a 
person’s state of well-being or for discerning a person’s emotional state, something that would 
not be evident if the communication was via email or phone.  Isabella, a woman from a large 
family spread throughout a migrant diaspora, stated that through the use of Skype and 
Facebook, the family was able to help another family member who was living in the United 
States and in a threatening situation. It is worth quoting the participant at length because it 
highlights the extent to which the communicative capacity of the technology, facilitate deep 
emotional engagement and in this case,  the kind of emotional support that closely 
corresponds to face- to- face communication: 
We’re a big family and it was an instance with my sister in the US was having big emotional, 
there was a big family problem she was facing. And without the internet I should say that 
maybe someone from our family would have to fly there, spend a lot of money. But now we’re 
reserving the resources for other use and stay connected with her for emotional support. 
We’re providing her the same support that we’re together back home. So the only difference is  
we can’t touch each other. But using Skype, we can see each other. Like for instance if she 
has bruises.   
 
Participants spoke about the positive feelings generated by regular contact with their loved 
ones using visual affordances such as Skype. When Ravan, an Iranian woman was asked 
about how she felt about being able to see her family and friends when communicating with 
Skype, rather than using non-visual communication, she remarked: 
Yeah, I’m happy. Yeah. And they are happy too because they can see me and see my 
children and see my home. 
 
Similarly Akira from Japan, whose wife and baby daughter remain in Japan while he works in 
Brisbane stated that seeing his family on Skype "makes him happy”:  
I feel more closer. I can tell by the face how their day has been.  
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9.2 The internet and daily life. 
The integration of the internet into the pattern of most people’s daily lives is common across 
all spheres of Australian society.  Yet for many CALD migrants the significance of this is 
underscored by the reliance on the internet for peoples’ psychological well-being.  Iranian 
woman Ravan, in her statement below makes this clear with her comparison between her life 
in Iran and her life in Australia.  For many people such as Ravan, the patterns of daily life in 
their homeland countries are quite different from the life they lead in Australia. With closer 
social and family ties and living in high density cities that have night time economies, life is far 
more social and busier: 
I don't use the internet in my (homeland) country because I don't have enough time….I go 
every evening ...to my sister’s house, to my aunt’s house, to shopping, because in my country 
shopping are open until 12 o’clock, until 11 or 12 o’clock yes. And yeah but here it’s ... I am 
not anything to do. 
 
Whereas the contrast to her life in Australia is stark: 
R: It’s (internet technology) very important especially in here. Yes for me it’s very important.  
    And I spend a lot of time at the evening on Facebook and check my emails yeah and  
    because at evening I miss very much. At the morning I'm good. At the evening not good. 
I: How do you think you’d feel if you didn’t have Internet access and you couldn’t communicate  
   in those ways with your friends and family? 
R: I can’t imagine it. It’s very difficult.... 
 - Ravan from Iran 
 
Arunduti from Bangladesh (34-41) talks to her mother on the phone in Bangladesh nearly 
every day. She talks by phone because she is old and doesn’t know how to use a PC. When 
communicating with other family members she uses Skype, chat and email. She checks her 
national newspapers once a day. On internet communication:  
it’s very, very effective because sometimes I feel lonely at home 
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Summary: 
• The visual affordances of Skype and Facebook are highly valued by CALD migrants 
for communicating with family in homeland countries. 
• The combination of real-time and visual affordances enable a level of emotional 
engagement which can help to facilitate emotional support and reassurance for 
people geographically removed from family and friends.  
• The use of the internet is integrated into the routines of everyday life, so that 
communication with homeland countries is regular, frequently occurring on a daily 
basis. 
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10.0 Perspectives from  
 Community Leaders  
 
Community leaders and staff who work across a range of CALD client groups agree that while 
migrants and refugees will use their own networks to seek some information relevant to re-
settlement, the internet also plays an increasingly important role.  The most critical reason for 
having access to a computer and having a reasonable level of digital literacy is for job-seeking 
purposes. Several migrant organizations provide specific programs for job-seeking as this is 
recognized as a priority issue.  While computer training is available at migrant community 
centres and TAFE, and is used as part of English language induction programs, the levels and 
access is regarded as insufficient to meet the demands of CALD migrants and refugees. 
Librarians in public libraries with high numbers of CALD migrant clients are asked for 
assistance by migrants to help write resumes and online job applications. 
The use of the internet to help alleviate social isolation and enable CALD migrants to connect 
with their communities is also considered important by several of the community workers in 
the project. 
Mandy Cox,  Director of Communify, a community organization servicing a range of clientele 
including migrants and refugees remarks on the importance of digital access and literacy to 
help ameliorate social isolation often experienced by CALD migrants:  
People have come to us saying they want to learn how to use the computer or they want to 
learn how to use email, they want to transfer photos to break that social isolation. They want to 
develop their own websites as associations so they can have a presence in the Brisbane 
landscape and they want to communicate with each other and they want to break social 
isolation. So we see that as part of an early intervention of mental health. 
 
Summary 
• Current levels of computer training offered to CALD migrants is inadequate to meet 
the demand. 
• Digital literacy is essential for job-seeking. 
• The internet is important for connecting individuals and communities among CALD 
migrants 
• The internet is important for its communicative capacity to provide deep levels of 
emotional engagement with family and friends in homeland countries.  
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11.0 Summary 
 
CALD migrants and mobile people highly value the affordances of the internet as they seek to 
re-settle themselves in a new country and city, in the case of this project in Brisbane. With its 
integration into everyday life, the internet is regarded as essential for helping people finding 
localized information relevant to their re-settlement, in particular for information to do with job-
seeking, accommodation and transport.  This type of information is now principally found 
online and in particular, online job-seeking presents problems for CALD migrants who are not 
digitally literate or do not have ready access to a computer.  The geo-locational capabilities of 
the internet with applications such as Google maps are useful to help newly arrived people to 
orient and find their way around the city. The internet is also used for finding information about 
entertainment, or using it as entertainment by streaming movies or looking at YouTube. 
CALD migrants in the project also place a very high value on the communicative capabilities of 
the internet, using applications such as Skype and Facebook regularly, the majority on a daily 
basis, to communicate with friends & families in homeland countries and to connect with 
others. The inexpensive nature of these applications and their visual capabilities make them 
particularly appealing.  Several of the female participants who were in Brisbane and not 
working, some of whom were isolated at home with small children, were highly dependent on 
internet communication. Many spent over 6 hours a day using the technologies. Participants 
remarked that being able to remain in close contact with families and to see them via Skype, 
made them feel better about being removed from their homelands. In this way, internet 
technologies do contribute to people’s sense of well-being and the proposition that visual 
technologies provide for greater depth of emotional engagement is supported by participants 
views in this project. Participants also used the internet to connect with people from homeland 
countries who are based in Brisbane and to meet other people through interest groups or 
dating websites. Thus the internet is a technology that supports online and offline sociality. 
All participants had access to a laptop, mobile phone or a computer even if they did not own 
one. Mobile phones and laptops are commonly used for accessing the internet.  Of the 
participants who did not have a device, access was either through a community centre or 
training school. Community leaders and librarians stated that while computer training courses 
and access to computers is provided by community centres and libraries, there are insufficient 
numbers to deal with the demand.  While websites with information for CALD migrants are 
adapting to the range of people accessing the sites by offering multi-lingual information, these 
sites are not well used by CALD people.  Navigating through layers of text can be confusing, 
and CALD migrants prefer to find out official information from people they know and trust such 
as community leaders. 
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The extent to which the internet is integrated into everyday life is borne out by the time that 
participants spent on the internet, and the activities they undertook while in this virtual space. 
Building a daily routine of checking homeland online news sites and communicating with 
family into their patterns of daily life is common.  From the participants in this project, it is 
evident that the internet plays a highly significant role in helping them to re-creating a new life 
in settlement cities such as Brisbane. 
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APPENDIX 1: CALD migrant 
interview questions 
 
Questions for Migrants from Humanitarian, Skilled and Student groups and who are also CALD 
(Culturally and Linguistically Diverse) who have arrived in Brisbane within the last 24 months.   
1. Please circle your age group:  18-25,  26-33,  34 – 41,  42-49,  50-57,  57-64,  64-71. 
2. Please circle your gender:  M/F 
3. What is your country of 
origin:………………………………………………………………………………………………. 
4. How long have you lived in 
Australia:……………………………………………………………………………………. 
5. Why did you come to Brisbane: 
……………………………………………………………………………………………………………
……………………………………………………………………………………………………………
……………………………………………………………………………………………………………
………………………………………………………………………………………… 
6. Did you use the Internet in your home country?        YES/NO 
7. If yes, approximately how much time did you spend on the Internet in your home country: 
a) 0 – 5 hours a week 
b) 6 – 12 hours a week 
c) 13 – 20 hours a week 
d) 21 – 27 hours a week 
e) 28 – 35 hours a week 
f) 35 hours + a week 
 
8. How would you rate your computer literacy on a scale of 1 – 5, 1 being low and 5 being high: 
1  2  3  4  5  
 
9. Do have access to the internet here in Brisbane:  YES/NO 
10. Please tick the places where you access the Internet in Brisbane: 
a) at home  
b) at a community centre or other centre 
c) at work 
d) at a library 
e) other place 
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11. What do you use the internet for (please tick all relevant options):    
a) communicating with friends back home  
b) communicating with family back home 
c) visiting homeland websites (eg: newspapers) 
d) communicating with friends and people in Australia 
e) finding local information: what type? 
f) entertainment  
g) other  
 
12. Which applications do you use for communication: 
a) email  
b) messenger 
c) skype or similar 
d) facebook 
e) other 
 
13.  How many hours a week are you accessing the Internet in Australia: 
a) 0 – 5 hours a week 
b) 6 – 12 hours a week 
c) 13 – 20 hours a week 
d) 21 – 27 hours a week 
e) 28 – 35 hours a week 
f) 35 hours + a week 
 
14. If you don’t use the internet, what prevents you from using it? 
......................................................................................................................................................
......................................................................................................................................................
.............................................................................................................................................. 
15. Do you use the internet to find out about services and resources that may be available to you 
in Brisbane?  YES/NO 
16. Are there any websites that are helpful for finding information about Brisbane:  YES/NO 
17. Please list any useful websites you have used: 
……………………………………………………………………………………………………………
……………………………………………………………………………………………………………
……………………………………………………………………………………………………………
……………………………………………………………………………… 
Is there anything else you’d like to say about your use of the internet for helping you become 
settled in Brisbane? 
......................................................................................................................................................
...................................................................................................................................................... 
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APPENDIX 2: Community  
Leaders and CALD workers 
questions 
 
Interview Questions for Migrant Case workers: 
1) Name 
2) Role 
3) What is your role working with migrants and refugees? 
4)  How long have you been working in the sector? 
5) What is your understanding about how your clients find information (eg regarding health, 
education, housing, transport) in helping them go about the re-settlement process? 
6) Does your agency put much material online for services etc? 
7) What do you think of the web based information that’s out there for migrants? 
8) Do you know whether the majority of your clients are able to access this information? 
9) What do you see as the barriers to accessing web based information for your clients? 
10)  Is it your impression that more information is being put online, and perhaps re-directed away 
from face to face support services? 
11) Does your Centre provide computer access? If so what is it? Is it well used? 
12) Does your Centre provide computer training? 
13) Does your Centre provide assistance with using computers? 
14) Is there anything else you would like to offer on the subject? 
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